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FIELD OF THE INVENTION 

The present invention is directed to a system for facilitating sales. More 
specifically, the present invention is directed to a system for facilitating technician 
sales referrals. 

BACKGROUND OF THE INVENTION 

Companies that operate networks provide access to their network to many 
different customers. These customers generally pay a fee for this access. For example, 
referring to Figure 1, a customer 104 resides at dwelling 102. If the customer 104 
experiences problems with their network access, resource or asset, customer 104 will 
contact the company 106. The customer 104's call will be handled by a customer 
service division 108. The customer service division will record the nature of the 
problem, and information related to the customer, including the customer's name, 
address and identification of the network asset allocated to the customer. The customer 
service division then contacts the dispatch division 1 10 which then deploys a 
technician 1 12. 

While the technician 1 12 is at dwelling 102 repairing the problem reported by 
customer 104, customer 104 often asks technician 1 12 about other features and 
functions of the network. In light of these conversations, customer 104 may decide to 
modify his existing service and/or purchase additional features and services from 
company 106. 
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It is often very difficult or impossible for technician 1 12 to modify the 
customer's account information or provide new and additional services for customer 
104 since the technician does not have all of the necessary information to properly 
negotiate with customer 104. Because of these difficulties, technician 1 12 typically 
5 refers customer 104 to the customer service division 108 of company 106. For 

example, the technician does not know whether customer 104 is past-due on his current 
bill, whether a particular service is available in the customer's area, or the exact cost 
for an additional or modified service. Customer 104 contacts the customer service 
division 108 and the customer service division 108 often refers the call to a sales 
j3 10 division 1 14. Customer 104 then communicates with sales division 1 14 to modify 
=p existing service and to purchase additional features and services from company 106. 
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Sales department 1 14 then updates the customer's account information on an account 
database 116. 

•. — 

It is inefficient and problematic that in the present system described above, 
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CR 15 technician 1 12 is unable to quickly and easily modify customer 104's service plan. 
D 

Q Because technician 1 12 cannot assist customer 104 in modifying their service plan, 

customer 104 is forced to conduct a second transaction, which is disadvantageous for 
many reasons. For example, some customers may simply not want to bother with a 
second transaction with company 106 and forego the modification to their service, 
20 which often results in lost profits for company 106. Further, if customer 104 does 
contact company 106, the company must expend additional resources to modify the 
customer's account information. That is, both customer service resources as well as 
sales resources must be expended to complete this second transaction. 



SUMMARY OF THE INVENTION 

The present invention includes a system for transacting business with customers 
including a dispatch division receiving information related to a problem experienced by 
5 a customer. Generally, this information is relayed to the dispatch division by a 
customer service division that has communicated with the customer. The dispatch 
division deploys a technician to the customer's location in response to the information 
related to the problem. While the technician is at the customer's location, customers 
often ask the technician about other products or services offered by the company. The 
2 10 present invention allows technicians to receive a request from the customer for a 
JS transaction different from the original problem. 

HI 

j£j Often, in order for a technician to negotiate on behalf of the company and to 
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" provide details and pricing information of the products or services that are of interest to 
py the customer, the technician may need to review information related to the customer, 
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£fi 15 for example, customer account information. The present invention allows the 
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u technician to receive customer account information from the company over a 

communications network. With this information, the technician can negotiate and offer 
additional information to the customer and complete the sale. After the sale has been 
completed, the present invention also permits the technician to send either the 
20 customer's request for a product or service or information related to the sale of the 
product or service to the company over a communications network. 

In another aspect, the communications network is a wireless network. 
In another aspect, the communications network is a wire line network. 




In another aspect, information related to the transaction is automatically 
sent by electronic mail to various parties within the company. 

In another aspect, the customer's account information is automatically 
updated to include the transaction. 
5 Accordingly, the present invention is directed to a system that substantially 

obviates one or more problems due to limitations and disadvantages of the related art. 

An object of the present invention is to provide a system that facilitates sales of 
products or services to customers. 

Another object of the present invention is to provide a system that assists 

□ 

*?} 10 technicians in selling products or services to customers. 

Nl 

=p Another object of the present invention is to provide a system that eliminates the 
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J need for customers to interact with a company multiple times to purchase a product or 
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service. 
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pj Another object of the present invention is to provide a system that reduces or 
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CH 15 eliminates paperwork and clerical tasks. 

2 

Another object of the present invention is to provide a system that simplifies the 
ordering of products and services. 

Additional features and advantages of the invention will be set forth in the description 
which follows, and in part will be apparent from the description, or may be learned by 
20 practice of the invention. The objectives and advantages of the invention will be 
realized and attained by the structure and steps particularly pointed out in the written 
description, the claims and the drawings. 
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DETAILED DESCRIPTION OF THE PREFERRED EMBODIMENT(S) 

Figure 2 shows an embodiment of the present invention. Company 206 operates 
a network 240. Customer 204 subscribes to network 240 and, for example, customer 
5 204' s network resource is associated with dwelling 202. When customer 204 

experiences problems with network 240, customer 204 calls company 206. Customer 
204's telephone call is directed to the customer service division 208 within company 
206. 

A "division" is a portion of a company that performs a particular function or act. 
2 10 A division can be fully automated, meaning that an automated division would include 
£ only machines and/or computers. On the other hand, a division can include only 
y] human employees. A division can also include both human employees and machines 
and/or computers. This is the definition of "division" used in this specification and 

ju claims, unless otherwise noted. 

i u 

fli 15 Customer service division 208 realizes that customer 204 is experiencing 

G 

O problems, and after receiving information related to the complaint, customer service 
division 208 sends a communication to dispatch division 210. Preferably the 
communication is in the form of a report that provides information related to the 
problems experienced by customer 204. Dispatch division 210 reviews the report and 
20 dispatches a technician 212. Technician 212 travels to dwelling 202 to assist customer 
204. Upon arrival, technician 212 investigates the problem and commences repairs. 

Often, as described above, it is not uncommon for customer 204 to ask 
technician 212 about other services or features offered by network 240 while the 
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technician 212 is at dwelling 202. In accordance with the present invention, during any 
such encounters, technician 212 is preferably able to inform customer 204 of various 
options that are available on network 240, and is preferably also able to negotiate with 
customer 204 regarding costs, pricing, activation fees, and other details related to the 
5 additional services or features that are of interest to customer 204. Technician 212 is 
preferably also able to retrieve information related to customer 204 's account, 
including current account activity and whether customer 204 is delinquent in making 
payments to company 206. 

In addition, technician 212 is preferably also able to order customer-desired 

o 

43 10 features and services and provide information related to the order back to company 
j£; 206. Generally, the information provided to customer 204 is either a receipt from 

■ere. 

U1 company 206 acknowledging the requested feature, product or service, or a work order 

^ confirming a second task that will be performed in the future. 

jy Company 206 and technician 212 can communicate with a system that uses a 

fy 

ffS 15 wire line communications system 240 or company 206 and technician 212 can 

f~ 

O communicate via a wireless communications system 230. 

In the context of a wire line communications system, technician 212 connects to 
a wire line communications system 240. Preferably, wire line communications system 
240 is a wire line telecommunications system. Preferably, technician 212 uses a 
20 portable computer to communicate via the wire line communications system 240. 

Examples of portable computers include personal data assistants and laptop computers. 
Preferably, a laptop computer 220 is used. Laptop computer 220 can connect directly 
to the wire line communications system 240 or can connect to the wire line 
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communications system 240 through an intermediate device, for example, a modem 
(not shown). Preferably, technician 212 communicates with a communications 
division 235 at company 206. 

In the context of a wireless communications system, technician 212 preferably 
5 uses the preferred laptop computer 220 connected to a communication device 232 that 
communicates with a second communication device 234 at the company 206. The 
second communication device 234 communicates with communications division 235 at 
company 206. The preferred wireless communications system is disclosed in U.S. 
Patent Application No. 09/343,815, entitled, "System and Methods for Utilizing a 
10 Communications Network for Providing Mobile Users Access to Legacy Systems," 
filed on June 30, 1999, the entirety of which is incorporated by reference. 

The wireless communications system does not require technician 212 to plug 
into an existing wire line. Technician 212 can be in communication with company 206 
through the use of the wireless communications system which can include a laptop 

ffl 15 computer 212, the first communication device 232, and the second communication 

O 

9 device 234, at any time. As shown in Figure 2, portions of communications network 

235 may reside within company 206 and be connected to various resources and 
divisions. 

Preferably, laptop 220 includes several different ways a technician can interact 
20 with the laptop, including a keyboard, a pointer device, or a touch screen. Preferably, 
an application resides on laptop 220 that permits the technician 212 to complete sales 
or refer sales back to company 206. 
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Preferably, the sales referral application can be accessed at any time, regardless 
of whether any other applications are running on the laptop. The application preferably 
also permits the technician 212 to perform the following general functions: (1) cancel 
a sales referral form before sending; (2) transmit a sales referral form to company 206; 
(3) print a list of features, services and product descriptions; (4) request reports; and (5) 
clear data entered and/or populated on the sales referral form. Preferably the sales 
referral form is an electronic form that is displayed on the screen of laptop 220 and is 
analogous to a printed form that is used by company 206 in processing the sales 
referral. 

While the sales referral form can include many different fields, the following 
fields are preferred in addition to other fields that may be used: the form title, customer 
contact name, customer telephone number, customer address, date, and the customer 
type. These fields, along with other fields on the sales referral form are preferably self- 
populated to the extent possible. Self-population can occur in many different ways, by 
having the application retrieve information from one or more sources. For example, 
when technician 212 logs onto the communications network 230, the application 
preferably can retrieve the log-in information or information related to the log-in 
information stored on resources connected to communications network 230. The 
application can also preferably retrieve customer information from resources that retain 
customer information. One example of such a resource is database 216 that includes 
customer account information, customer status information and customer profile 
information. Preferably, data from these resources can be transmitted via 
communications network 230. Either network 230 or laptop 220 preferably includes a 
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clock and calendar. From either or both of these sources, the application can retrieve 
date and time information and self-populate the appropriate fields. Once the form has 
been self-populated to the extent possible, the self-populated data is preferably not 
rigidly stored, but various different fields can be overridden by the technician and the 
fields can be corrected by technician 212. 

Preferably, the application also provides technician 212 with a list of products, 
services and features. The technician can access various different lists including lists 
for residential product services and features and commercial products, services and 
features. The application preferably can also automatically provide the list based on 
which type of customer technician 212 is currently assisting. 

After technician 212 has completed the sales referral report, the application 
preferably stores those reports on a storage device on laptop 220 or transmits those 
reports via communications network 230 to company 206. The reports can also be 
printed by the technician. The printed reports can be given to customer 204 as 
confirmation of his order. The application preferably includes an "interrupt" or error- 
checking routine whereby the report cannot be printed until all of the required fields are 
completed by the technician. 

The application also preferably includes full editing features such that 
technicians can edit any and all fields on the sales referral form. 

The application can also include an e-mail feature. With this e-mail feature, 
after the technician has completed the sales referral report, the application can either e- 
mail the appropriate business division or sales division 222 that would handle the 
products, services or features requested by customer 204, or the application can e-mail 



the technician's supervisor, or the application can e-mail both the appropriate business 
office and the technician's supervisor. The e-mail can contain the sales referral form 
itself, all of the information contained on the sales referral form, or the e-mail can 
contain one, several, or all of the following fields of information: a subject, a date and 
time, the customer's name, the customer's telephone number, the customer's address, 
the technician's name, the technician's employee code, a maintainance center 
associated with the technician, the technician's supervisor, the technician's comments, 
response type, features, services and products requested, and customer comments on 
features, services or products. 

In an exemplary embodiment of the present invention, network 240 is a 
telecommunications network and the following are some features that are available on 
the telecommunications network: 

900MGz Digital Cordless Telephone: A product offering which features a 
back-lit keypad and 50-name and number Caller ID memory. There is an available 
headset designed for use with this telephone, purchased separately, that allows freedom 
of motion while the customer is on a telephone call. 

Anonymous Call Rejection: A feature that rejects callers who block their 
identification. 

Call Block: A feature which prevents certain numbers from getting through. 
Up to six (6) numbers can be rejects simultaneously. The numbers blocked may be 
changed by the customer. 
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Call Forwarding: A feature which allows the customer to forward telephone 
calls to another telephone number to avoid recording or missing calls. Calls may be 
forwarded to Voice Mail 

Call Forwarding - Don't Answer with Ring Control: A feature which 
provides a customer with real time control over the number of seconds or ring cycles 
that occur prior to forwarding unanswered calls to the customer's voice mailor other 
telephone numbers. 

Call Return: A feature which automatically calls back the telephone number 
that last called in to the customer. This feature is available on either a per- use or 
monthly basis. The feature is activated by dialing "*69". 

Call Selector: A feature which allows a customer to program up to six (6) 
different telephone numbers with a distinctive ring that identifies a call from each of 
those telephone numbers. 

Call Tracing: A feature which allows a customer to find out who is making 
annoying telephone calls. 

Call Waiting: A feature which uses a special tone to notify a customer of an 
incoming call when the customer is already on the phone. 

Call Waiting Deluxe: A feature which allows an incoming call to get 
through when the customer is already on the phone. 

Caller ID: A feature which displays the telephone number of the person 
calling on special display equipment before a customer answers the phone. 
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Caller ID Deluxe: A feature which displays the name and telephone number 
of the person calling on special display equipment before a customer answers the 
phone. 

Caller ID on TV: A product offering which allows a customer to see who is 
5 calling by displaying Caller ID information on the TV screen while the customer is 
watching television. 

Customized Code Restrictions - Plan 1 : A feature which blocks direct dial 
and operator-assisted long distance calls, directory assistance, 900, 976, and 
international calls. 

5 1 o Customized Code Restrictions - Plan 3 : A feature which blocks direct dial 

is and operator-assisted long distance calls, directory assistance, 900 calls, and 

U1 international calls. 

~" 4 Customized Code Restrictions - Plan 4: A feature which blocks 900 and 

ry 976 calls. This feature is provided to customers at no cost when requested by the 

ru 

01 15 customer. 
O 

Q Customized Code Restrictions - Plan 6: A feature which blocks 900, 976 

and Nl 1 (the special-purpose three-digit telephone number such as 91 lor 41 1) calls. 
This feature is provided to customers at no cost when requested by the customer. 

Flexible Call Forwarding: A feature which allows a customer to change 
20 the place calls are forwarded, from any telephone, any time, anywhere, even to a 
cellular telephone. 

Flexible Call Forwarding Plus: A feature which has all of the benefits of 
regular Flexible Call Forwarding plus the added benefit of a separate dial-around 
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number which always rings at the customer's primary telephone even though the 
primary number is forwarded. 

Flexible Call Forwarding Plus With Audio Calling: A feature which 
allows a customer to direct calls to alternate telephone numbers like pagers, cellular 
telephones, a voice mailbox, or any other telephone number where the customer wants 
to be reached. 

Name: This feature provides a separate dial-around number which always rings 
at the customer's primary telephone number even though the primary number is 
forwarded. It announces the name of the person calling at the forwarded location 
before the customer accepts the call. 

Flexible Call Forwarding with Audio Calling Name: A feature which 
allows a customer to direct calls to alternate telephone numbers like pagers, cellular 
telephones, a voice mailbox, or any other the telephone number where the customer 
wants to be reached. This feature announces the name of the person calling at the 
forwarded location before the customer accepts the call. 

Headset for Cordless and Wireless Telephones: A product offering 
which can be used with a cordless or wireless telephone to allow an individual to use a 
cordless or wireless telephone, hands-free, while walking around a house or office, or 
while driving. 

IDP: Overrides Office Dialing Plan (ODP) for feature codes, private facility 
access codes, intercom dial codes, DP AT (Dialing Plan Access Treatment) for 
respective features/facility groups. 
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ISDN: A service offering which combines both analog and digital access to the 
telephone network. Provides various communications such as voice, facsimile, data 
communications and image transmission by means of digital transmission, and 
enhanced services such as Calling Line ID. 
5 MLHG: A standard service offering consisting of multiple telephone lines 

which have the feature of rolling calls over to each other under certain conditions such 
a line busy or ring, no answer. 

PowerTouch 350 Screen Phone: A product offering which allows a 
customer to see who is calling on the large Caller ID screen, then with a single touch 
2 10 (1) answer the call, (2) forward the call to voice mail, or (3) deliver a "please hold" 
message to the caller. 

Preferred Call Forwarding: A feature which forwards only select calls to 
another telephone number. 



"-4 



fij P/SIMS: A proprietary system which provides available features and packages 

§1 15 on available switches. 

#=% 

Q Remote Access to Call Forwarding: A feature which allows a customer to 

stop call forwarding or re-route forwarded calls from any touch-tone telephone. 

Repeat Dialing: A feature which redials a busy number and informs the 
customer when the number is reached. This feature is available on a per-use or monthly 
20 basis. 

RightTouch® Services: An automated system that allows residential 
customer to quickly find out the amount of the last bill, the date the last payment was 
received, and/or request a copy of the last bill. RightTouch® can be used to order 
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calling services, local telephone directories, a calling card, suspend service, restore 
service, disconnect service, and get information and help on how to use telephone 
services. 

Ringmaster® Service - 1 Additional Telephone Number: A feature 
5 which allows a customer to have one additional telephone number with its own 
distinctive ring on the customer's existing line. 

RingMaster® Service - 2 Additional Telephone Numbers: A feature 
which allow a customer to have two additional telephone numbers with their own 
distinctive ringing patterns on the customer's existing line. 



Speed Calling 8: A feature which allows a customer to program up to six (6) 
telephone numbers for quick dialing. 

These are just a number of features, products, and services that can be offered in 



£n 1 5 accordance with the principles of the present invention. 

Ft 

Q The foregoing disclosure of embodiments of the present invention has been 

presented for purposes of illustration and description. It is not intended to be 
exhaustive or to limit the invention to the precise forms disclosed. Many variations and 
modifications of the embodiments described herein will be obvious to one of ordinary 
20 skill in the art in light of the above disclosure. The scope of the invention is to be 
defined only by the claims appended hereto and by their equivalents. 
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Speed Calling 30: A feature which allow a customer to program up to 30 



telephone numbers for quick dialing. 
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